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First Contact Resolution 

Top Number - Total Incidents

Bottom Number - First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact .

Cells displayed show the number of incidents resolved on first contact during the reporting period.
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Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 

Customer Company
Low Medium MIR Total

Human Resource Management 92
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Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards . 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Medium ATTIR Total

Human Resource 
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Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Customer Company
Low Medium MR Total

Human Resource 
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Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards . 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Low Medium ATTR Total

Human Resource 

Management

92

2.79

2

0.10

94

2.73

Customer Company Total 92
2.79

2
0.10

94
2.73

Customer Company

Page 223 of 697



Enterprise Incident Report February 2011 
As of 3/1/2011

Human Resource Management

Detail

PC/Laptop Hardware NoneINC000000253044 Yes  62.37TIR:TIR Missed:Rick Hughes

LowHuman Resource ManagementCapitol Desktop Support Yes  62.37TTR:TTR Missed:Brian Bintz Closed

Network Incident Cisco AnyConnect VPN ClientINC000000255589 Yes  1.94TIR:TIR Missed:Con Whipple

LowHuman Resource ManagementCapitol Desktop Support Yes  10.84TTR:TTR Missed:Brian Bintz Closed

EIS Hardware PC/Laptop NoneINC000000255597 No  0.33TIR:TIR Missed:Crystal Ludwig

LowHuman Resource ManagementMetro B Desktop Support Yes  15.60TTR:TTR Missed:Austin Farey Closed

Application None NoneINC000000256221 No  0.00TIR:TIR Missed:Rosanne Ricks

LowHuman Resource ManagementMetro B Help Desk No  0.00TTR:TTR Missed:Val Shepherd Closed

Network Password Novell Client for 32-bit WindowsINC000000256425 No  0.00TIR:TIR Missed:Terry Haywood

LowHuman Resource ManagementMetro C Help Desk No  0.00TTR:TTR Missed:Cindy Romrell Closed

Application Error NoneINC000000256547 No  0.00TIR:TIR Missed:Cassandra Opheikens

LowHuman Resource ManagementMetro D Desktop Support No  0.02TTR:TTR Missed:Eldon Jenson Closed

Network None Novell Client for 32-bit WindowsINC000000256563 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.05TTR:TTR Missed:Janet Hongsyvilay Closed

Network None Novell Client for 32-bit WindowsINC000000256659 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.04TTR:TTR Missed:Janet Hongsyvilay Closed

Network None Novell Client for 32-bit WindowsINC000000256709 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Closed

Network None Novell Client for 32-bit WindowsINC000000256713 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.06TTR:TTR Missed:Janet Hongsyvilay Closed

Application None Novell GroupWiseINC000000257583 No  0.00TIR:TIR Missed:Cindy Bane

LowHuman Resource ManagementMetro B Help Desk No  0.11TTR:TTR Missed:Janet Hongsyvilay Closed

Network None NoneINC000000257875 Yes  2.27TIR:TIR Missed:Letty Debenham

LowHuman Resource ManagementCapitol Desktop Support Yes  36.60TTR:TTR Missed:Brian Bintz Closed

Network Incident Novell Client for 32-bit WindowsINC000000258683 No  0.00TIR:TIR Missed:Letty Debenham

LowHuman Resource ManagementHelp Desk No  0.00TTR:TTR Missed:Vicky Marrelli Closed

None None NoneINC000000258791 No  0.00TIR:TIR Missed:Rick Hughes

MediumHuman Resource ManagementCapitol Hosting No  0.00TTR:TTR Missed:Conn Peterson Closed

Application None PDF CompleteINC000000258971 Yes  1.26TIR:TIR Missed:Barbara Smith

LowHuman Resource ManagementCapitol Desktop Support Yes  12.58TTR:TTR Missed:Brian Bintz Closed

Application Password PGPINC000000259066 No  0.00TIR:TIR Missed:Letty Debenham

LowHuman Resource ManagementHelp Desk No  0.53TTR:TTR Missed:Brenda Treadway Closed
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PC/Laptop Hardware NoneINC000000259095 Yes  4.51TIR:TIR Missed:Larene Wyss

LowHuman Resource ManagementCapitol Desktop Support Yes  25.59TTR:TTR Missed:Brian Bintz Closed

Network None Novell Client for 32-bit WindowsINC000000259217 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.03TTR:TTR Missed:Janet Hongsyvilay Closed

Network Error NoneINC000000259277 No  0.00TIR:TIR Missed:Colette Hudson

LowHuman Resource ManagementRural Central Desktop Support No  0.00TTR:TTR Missed:John Donaldson Closed

Application None ZENworks for DesktopsINC000000259642 No  0.00TIR:TIR Missed:Lyndrea Wheeler

LowHuman Resource ManagementRural Central Desktop Support No  0.72TTR:TTR Missed:Paul Petersen Closed

PC/Laptop Error NoneINC000000259958 Yes  1.08TIR:TIR Missed:Aubrey Garduno

LowHuman Resource ManagementMetro D Desktop Support No  1.97TTR:TTR Missed:Dustin Crump Closed

Application Password PGPINC000000259981 No  0.02TIR:TIR Missed:Letty Debenham

LowHuman Resource ManagementCapitol Desktop Support No  0.23TTR:TTR Missed:Brian Bintz Closed

PC/Laptop Error NoneINC000000260530 No  0.33TIR:TIR Missed:Michelle Watts

LowHuman Resource ManagementMetro D Desktop Support No  0.33TTR:TTR Missed:Michael Schmidt Closed

Application None PGPINC000000260851 No  0.77TIR:TIR Missed:Letty Debenham

LowHuman Resource ManagementCapitol Desktop Support No  3.19TTR:TTR Missed:Brian Bintz Closed

Network None Novell Client for 32-bit WindowsINC000000260957 No  0.00TIR:TIR Missed:Linda Barrow

LowHuman Resource ManagementMetro B Help Desk No  0.05TTR:TTR Missed:Janet Hongsyvilay Closed

Network None Novell Client for 32-bit WindowsINC000000260976 No  0.00TIR:TIR Missed:Daniel Chase

LowHuman Resource ManagementMetro B Help Desk No  0.06TTR:TTR Missed:Janet Hongsyvilay Closed

Network None Novell Client for 32-bit WindowsINC000000261005 No  0.00TIR:TIR Missed:Sandra Johnston

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Closed

Network None Novell Client for 32-bit WindowsINC000000261007 No  0.00TIR:TIR Missed:Sandra Johnston

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Closed

Application Error Novell Client for 32-bit WindowsINC000000261482 No  0.00TIR:TIR Missed:Jay Jensen

LowHuman Resource ManagementMetro A Help Desk No  0.43TTR:TTR Missed:Ed Conrad Closed

Application Reporting Sybase Open ClientINC000000261601 Yes  7.37TIR:TIR Missed:Paul Morley

LowHuman Resource ManagementCapitol Desktop Support Yes  10.44TTR:TTR Missed:Brian Bintz Closed

PC/Laptop Hardware NoneINC000000261882 No  0.17TIR:TIR Missed:Jay Jensen

LowHuman Resource ManagementMetro A Desktop Support No  0.17TTR:TTR Missed:Tracy VanderVaart Closed

None None NoneINC000000262521 No  0.00TIR:TIR Missed:Jay Jensen

LowHuman Resource ManagementOperations Production Control No  0.00TTR:TTR Missed:Christie Burnham Closed

Print/Copy/Scan/Fax None NoneINC000000262537 No  0.00TIR:TIR Missed:Cindy Bane

LowHuman Resource ManagementMetro B Help Desk No  0.00TTR:TTR Missed:Val Shepherd Closed
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PC/Laptop Hardware NoneINC000000262879 No  0.00TIR:TIR Missed:Jeffie Dickerson

LowHuman Resource ManagementRural Central Desktop Support No  0.00TTR:TTR Missed:John Donaldson Closed

PC/Laptop Hardware NoneINC000000263065 Yes  3.31TIR:TIR Missed:Aubrey Garduno

LowHuman Resource ManagementMetro D Desktop Support Yes  6.27TTR:TTR Missed:Denise Wardle Closed

None None NoneINC000000263330 No  0.00TIR:TIR Missed:Michelle Matsuura

LowHuman Resource ManagementMetro D Help Desk No  0.00TTR:TTR Missed:Doug Brown Closed

Network Password Novell Client for 32-bit WindowsINC000000263583 No  0.00TIR:TIR Missed:Debi Tripp

LowHuman Resource ManagementRural Central Desktop Support No  0.00TTR:TTR Missed:John Donaldson Closed

PC/Laptop Error NoneINC000000263833 No  0.58TIR:TIR Missed:Michelle Matsuura

LowHuman Resource ManagementMetro B Desktop Support No  1.30TTR:TTR Missed:Jay Locker Resolved

Telecom None NoneINC000000264033 No  0.39TIR:TIR Missed:Michelle Matsuura

LowHuman Resource ManagementVoice/Data/WAN Services No  0.40TTR:TTR Missed:Spencer Blodgett Resolved

Network Error Novell Client for 32-bit WindowsINC000000264039 No  0.14TIR:TIR Missed:Michelle Matsuura

LowHuman Resource ManagementMetro B Help Desk No  0.24TTR:TTR Missed:Janet Hongsyvilay Closed

Network None Novell Client for 32-bit WindowsINC000000264247 No  0.00TIR:TIR Missed:Paula Nelson

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000264252 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.03TTR:TTR Missed:Janet Hongsyvilay Resolved

PC/Laptop Hardware NoneINC000000264438 No  0.40TIR:TIR Missed:Michelle Matsuura

LowHuman Resource ManagementMetro B Desktop Support No  2.33TTR:TTR Missed:Michael Barth Resolved

PC/Laptop Hardware NoneINC000000264492 No  0.05TIR:TIR Missed:Kim Diamond-Smith

LowHuman Resource ManagementMetro B Desktop Support No  1.78TTR:TTR Missed:Michael Barth Resolved

Telecom Voice Mail TelephoneINC000000264509 No  0.03TIR:TIR Missed:Jerry Aszmus

LowHuman Resource ManagementVoice Operations No  0.07TTR:TTR Missed:Annette Nielsen Resolved

None None NoneINC000000264513 No  0.00TIR:TIR Missed:Kim Diamond-Smith

LowHuman Resource ManagementMetro B Help Desk No  0.00TTR:TTR Missed:Ron LeBaron Resolved

Network None NoneINC000000264524 No  0.00TIR:TIR Missed:jenni Osman

LowHuman Resource ManagementMetro A Help Desk No  0.00TTR:TTR Missed:Liz Evans Resolved

Network Incident Novell Client for 32-bit WindowsINC000000264722 No  0.13TIR:TIR Missed:Jenni Osman

LowHuman Resource ManagementMetro A Desktop Support No  0.82TTR:TTR Missed:Mike Wilde Resolved

Application Reporting NoneINC000000265220 Yes  1.16TIR:TIR Missed:Angie Lythgoe

LowHuman Resource ManagementMetro D Desktop Support No  1.16TTR:TTR Missed:Philip Henderson Resolved

Network None NoneINC000000265230 No  0.07TIR:TIR Missed:Paula Nelson

LowHuman Resource ManagementMetro B Help Desk No  2.06TTR:TTR Missed:Ron LeBaron Resolved
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PC/Laptop Hardware NoneINC000000265819 No  0.00TIR:TIR Missed:Jolene Davis

LowHuman Resource ManagementRural Central Desktop Support Yes  7.11TTR:TTR Missed:Robert Case Resolved

None None NoneINC000000265904 No  0.00TIR:TIR Missed:Carol Starks

LowHuman Resource ManagementMetro D Help Desk No  0.00TTR:TTR Missed:Jed Patrick Resolved

Network Incident NoneINC000000265935 Yes  3.50TIR:TIR Missed:Letty Debenham

LowHuman Resource ManagementCapitol Desktop Support No  3.50TTR:TTR Missed:Brian Bintz Resolved

PC/Laptop Hardware NoneINC000000265947 No  0.06TIR:TIR Missed:Carita Eldredge

LowHuman Resource ManagementMetro B Desktop Support No  2.42TTR:TTR Missed:Jay Locker Resolved

PC/Laptop Error NoneINC000000266171 No  0.57TIR:TIR Missed:Letty Debenham

LowHuman Resource ManagementCapitol Desktop Support No  5.46TTR:TTR Missed:Brian Bintz Resolved

None None NoneINC000000266346 No  0.00TIR:TIR Missed:Kathy Mares

LowHuman Resource ManagementMetro B Help Desk No  0.00TTR:TTR Missed:Val Shepherd Resolved

Network None Novell Client for 32-bit WindowsINC000000266370 No  0.00TIR:TIR Missed:Sandra Johnston

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000266379 No  0.00TIR:TIR Missed:Paula Nelson

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Resolved

Application Reporting Novell GroupWiseINC000000266983 Yes  1.89TIR:TIR Missed:Paul Morley

LowHuman Resource ManagementApplication Services Yes  20.35TTR:TTR Missed:Tony Larsen Resolved

Network None NoneINC000000267007 No  0.00TIR:TIR Missed:Paula Nelson

LowHuman Resource ManagementMetro B Help Desk No TTR:TTR Missed:Ron LeBaron Resolved

Application Error Novell GroupWiseINC000000267217 No  0.78TIR:TIR Missed:Paul Morley

LowHuman Resource ManagementHelp Desk No  5.91TTR:TTR Missed:Sarah Johnson Resolved

Application None Novell GroupWiseINC000000267346 No  0.00TIR:TIR Missed:Terry Haywood

LowHuman Resource ManagementMetro C Help Desk No  0.00TTR:TTR Missed:Cindy Romrell Resolved

Application None NoneINC000000267352 No  0.00TIR:TIR Missed:Terry Haywood

LowHuman Resource ManagementMetro C Help Desk No  0.00TTR:TTR Missed:Cindy Romrell Resolved

Network None Novell Client for 32-bit WindowsINC000000267511 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.05TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000267517 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000267520 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.03TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000267526 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.03TTR:TTR Missed:Janet Hongsyvilay Resolved
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Network None Novell Client for 32-bit WindowsINC000000267528 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000267562 No  0.00TIR:TIR Missed:Paula Nelson

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000267566 No  0.00TIR:TIR Missed:Paula Nelson

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000267570 No  0.00TIR:TIR Missed:Linda Barrow

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Resolved

None None NoneINC000000267748 No  0.00TIR:TIR Missed:Larene Wyss

LowHuman Resource ManagementCapitol Desktop Support No  0.00TTR:TTR Missed:Peter Musser Resolved

Network Error NoneINC000000267821 No  0.00TIR:TIR Missed:Natalie Gearheart

LowHuman Resource ManagementMetro C Desktop Support No  0.00TTR:TTR Missed:Brian Bobo Resolved

Application Reporting BlackBerry ConfigurationINC000000268170 No  0.58TIR:TIR Missed:Letty Debenham

LowHuman Resource ManagementHelp Desk No  0.68TTR:TTR Missed:Eileen Dubach Resolved

Application Error NoneINC000000268372 No  0.00TIR:TIR Missed:Patricia Barrett

LowHuman Resource ManagementMetro A Help Desk No  0.18TTR:TTR Missed:Ed Conrad Resolved

PC/Laptop Performance NoneINC000000268426 No  0.95TIR:TIR Missed:Larene Wyss

LowHuman Resource ManagementCapitol Desktop Support No  2.85TTR:TTR Missed:Peter Musser Resolved

Network None Novell Client for 32-bit WindowsINC000000268641 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.05TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000268649 No  0.00TIR:TIR Missed:Nancy Battochio

LowHuman Resource ManagementMetro B Help Desk No  0.04TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000268656 No  0.00TIR:TIR Missed:Nancy Battochio

LowHuman Resource ManagementMetro B Help Desk No  0.06TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000268661 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.09TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000268663 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.03TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000268672 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.02TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000268673 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.03TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000268675 No  0.00TIR:TIR Missed:Paula Nelson

LowHuman Resource ManagementMetro B Help Desk No  0.00TTR:TTR Missed:Janet Hongsyvilay Resolved
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PC/Laptop Hardware NoneINC000000268722 No  0.08TIR:TIR Missed:Cleo Bird

LowHuman Resource ManagementMetro C Help Desk No  0.10TTR:TTR Missed:Ross Owen Resolved

Network Incident NoneINC000000268780 No  0.12TIR:TIR Missed:Bart Olsen

MediumHuman Resource ManagementSecurity No  0.20TTR:TTR Missed:Bart Grant Resolved

Network None Novell Client for 32-bit WindowsINC000000268832 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.05TTR:TTR Missed:Janet Hongsyvilay Resolved

Network None Novell Client for 32-bit WindowsINC000000268836 No  0.00TIR:TIR Missed:Carrie Stevenson

LowHuman Resource ManagementMetro B Help Desk No  0.03TTR:TTR Missed:Janet Hongsyvilay Resolved

Print/Copy/Scan/Fax None NoneINC000000269295 No  0.24TIR:TIR Missed:Anita Quibell

LowHuman Resource ManagementMetro C Desktop Support No  1.03TTR:TTR Missed:Cliff Jensen Resolved

Application Error NoneINC000000269358 Yes  1.12TIR:TIR Missed:Gaye Betts

LowHuman Resource ManagementMetro D Desktop Support No  1.30TTR:TTR Missed:Dustin Crump Resolved

Network Incident Novell Client for 32-bit WindowsINC000000269455 No  0.00TIR:TIR Missed:Larene Wyss

LowHuman Resource ManagementHelp Desk No  0.00TTR:TTR Missed:Vicky Marrelli Resolved

Network None Novell Client for 32-bit WindowsINC000000269685 No  0.00TIR:TIR Missed:Sandra Johnston

LowHuman Resource ManagementMetro B Help Desk No  0.00TTR:TTR Missed:Janet Hongsyvilay Resolved

PC/Laptop Hardware NoneINC000000269914 No  0.64TIR:TIR Missed:Rosanne Ricks

LowHuman Resource ManagementMetro B Desktop Support No  3.83TTR:TTR Missed:Steve McCann Resolved

Application None Utah Master DirectoryINC000000270570 No  0.00TIR:TIR Missed:Kelly Chinn

LowHuman Resource ManagementMetro B Help Desk No  0.05TTR:TTR Missed:Janet Hongsyvilay Resolved
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